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Public engagement in local government: the voice and influence of citizens in online 
communicative spaces. 
Abstract 
The communications and engagement strategies of local councils play an important role in 
FRQWULEXWLQJWRWKHSXEOLF¶V understanding of local democracies, and their engagement with 
local issues.  Based on a study of the local authority in the third largest city in the UK, Leeds, 
this article presents an empirically based analysis of the impact of new opportunities for 
public engagement afforded by digital media on the Council¶VFRPPXQLFDWLRQZLWKFLWL]HQV. 
Drawing on over twenty face to face semi-structured interviews with elected politicians, 
Council strategists, Council communications specialists, mainstream journalists, and citizen 
journalists, the article H[SORUHVSHUFHSWLRQVRIWKH&RXQFLO¶VHQJDJHPHQWDQGFRPPXQLFDWLRQ
with citizens from the perspective of a range of actors involved in the engagement process. 
The research asks what the differing motivations behind the Council¶VFRPPXQLFDWLRQVDQG
engagement strategies mean for the way that digital media are and might be used in the future 
to enhance the role of citizens in local governance. The research suggests that whilst there are 
no grounds for expecting digital media to displace existing channels of public engagement, 
digital media are beginning to play an important role in defining and reconfiguring the role of 
citizens within local governance. 
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Introduction 
This article contributes some empirically based insights to the discussion of how the roles of 
politicians, the media and citizens have been reconfigured by changes in the political 
communications landscape (Blumler and Kavanagh, 1999; Bennett and Iyengar, 2008; 
Gurevitch et al, 2009; Negrine and  Papathanassopoulos, 2011; Blumler and Coleman, 2013). 
In a move away from studies of the perhaps more abstract and less observable communicative 
relationship between national politicians and the public, our research explores how 
communicative relationships between a local council and citizens are adapting to new 
opportunities for public engagement afforded by digital media. Using Leeds City Council 
(LCC) as a case study, we draw on interviews with over twenty elected politicians, members 
of the Council¶V Consultation team, Council communications specialists, mainstream 
journalists and citizen journalists with a view to addressing two questions: 1) What is the role 
RI GLJLWDO PHGLD LQ WKH &RXQFLO¶V SXEOLF HQJDJHPHQW VWUDWHJLHV"; 2) How is digital media 
changing perceptions of the role of citizens in the Council¶VSXEOLFHQJDJHPHQW" 
In the past, politicians and governing bodies had no alternative but to use the mass media to 
communicate with the public. And, due to the concentration of the news media into a limited 
number of organisations with access controlled by professional journalists, citizens had few 
opportunities to contribute to the triangulated sphere of communications between politicians, 
journalists, and citizens.  Recently, FKDQJHVWRWKHG\QDPLFVRIWKHµHVWDEOLVKHGS\UDPLG¶RI
political communication has led both practitioners and scholars to reconsider the way they 
think about and research local civic practices. An actively engaged citizenry has increasingly 
come to be considered vital to the move from top-down command government to devolved, 
co-productive governance. Democratic governments at all levels are paying more attention 
than ever before to the dynamics of public engagement. Understanding these changes has 
particular relevance in the context of current pressures upon UK local government to adopt 
more collaborative, consultative and consensual approaches to decision-making than they had 
previously been used to. Indeed, we would argue that there is a convergence between what 
%OXPOHUDQG.DYDQDJKKDYHFDOOHGµWKH WKLUGDJHRISROLWLFDOFRPPXQLFDWLRQ¶and an 
emerging set of priorities characterising the behaviour of local government and its 
relationship with the citizens it represents.   
In the current communications environment, characterised by the proliferation of media 
outlets, the interactive capacity of the internet and new possibilities for citizen-led journalism, 
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the nature of communicative relationships between politicians and the public are in a state of 
flux. The changing role of the mass media and the opportunities afforded by new 
(digital/interactive) media increase the possibilities for governing institutions to communicate 
directly with citizens via internet sites, email and social media such as Facebook, Twitter and 
YouTube. Prior to the arrival of social networks, smart phones and other mobile devices such 
as iPads, research into the impact of ICTs on participation in politics focussed mainly on the 
informational capacity of the internet. The thinking was that by increasing access to 
information, citizens could become more easily engaged in political issues (Bimber, 1999, 
2001)6WXGLHVRIVXFKµH-JRYHUQPHQW¶LQLWLDWLYHVIRXQGPL[HGUHVXOWVZLWKPRVWFRQFOXGLQJ
that increased access to information does not necessarily create a new set of citizens or 
HQFRXUDJH WKRVH ZKR ZHUHQ¶W DOUHDG\ HQJDJHG WR EHFRPH HQJDJHG (Scheufele & Nisbet, 
2002). But communication technologies have now moved on, and the focus is increasingly 
upon the dialogical, interactive features of the internet and the possibility for citizens and 
their elected representatives to bridge traditional political distances (Coleman & Price, 2012). 
However, there remain many unanswered questions about the potential contribution of this 
enhanced communicative relationship and its consequences for the quality of democracy.  In 
particular, we need to know more about the role of digital media in the relationship between 
citizens and political institutions from the perspective of those who are attempting to 
stimulate citizens to become engaged. Most studies of the contribution of digital media to 
public engagement  focus on their effects upon  public behaviour (Gennaro & Dutton, 2006), 
the use of social networking sites by politicians as individuals (Coleman & Moss, 2008) or by 
political parties as collective bodies. Fewer studies have explored how local government 
strategies to engage with citizens have been supported, complicated or even hindered by the 
use of digital media.  
Councils increasingly expect citizens to be engaged in the formation of local policies, 
providing services once delivered by the state and holding local representatives to account 
through on-going dialogue. In addition, councils realise that citizens now have the potential 
to fulfil a number of production roles within the local media ecology, through various forms 
of citizen journalism which are often perceived as possible sites of public engagementxx.In 
much the same way that the term citizen journalist is interpreted in a multitude of ways by 
scholars (see Robinson and Deshano, 2011), we found that perceptions of the ways in which 
citizens can contribute to journalism about local issues were differentiated according to four 
production roles (Firmstone and Coleman, 2014).  First, citizen journalist µproducers¶ can be 
individual or collectively-organised producers of information and opinion, independent of 
traditional media. Second, digital media can enable citizens to be µcontributors¶ of user 
generated content that is incorporated into mainstream news by professional journalists. 
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Third, digital activities on public sites such as Facebook can heighten the contributions of 
citizens to the production of news DVµVRXUFHV¶ Finally, through comments in online forums 
citizens can EHFRPHµSDUWLFLSDQWV¶LQORFDOQHZVTaken together, these expectations are 
indicative of an emerging imperative to govern through innovative forms of interactive 
communication.  
The main focus of this article is on how actors fulfilling differing roles within local 
government perceive the role of digital media as a facilitator of enriched democratic 
engagement. We begin by exploring how one specific council is exploiting the opportunity 
for direct communication with citizens and what impact this has on the role of the 
mainstream media in its commitment to the enhancement of public engagement. Moving on 
from the Council¶V FXUUHQW XVH RI GLJLWDO PHGLD ZH ORRN DW KRZ DFWRUV SHUFHLYH WKH
advantages and disadvantages of these technologies. Previous studies have claimed on the 
one hand that digital media have the potential to reach those who are isolated from society 
and estranged from politics because of social inequality, and on the other that they exacerbate 
existing social inequalities (Gennaro & Dutton, 2006), widen existing knowledge gaps and 
simply make it easier for those who are already interested in politics to get more involved.   
In discussing public engagement, it is important to acknowledge the complexities inherent to 
this highly contested concept (see Coleman and Firmstone, 2014 for a more detailed 
analysis). We argue that public engagement has several contested meanings. When asked why 
local government needed to engage with citizens, our interviewees referred to three main 
reasons (although the third was mainly implicit). Firstly, public engagement was understood 
as a process of public education, informing rather than interacting with citizens. Secondly, it 
was seen as being about consulting the public, either as a broad entity or as specific groups or 
mini-publics. Thirdly, more commonly alluded to than advocated, public engagement was 
understood as a process of empowerment whereby citizens moved from being recipients of 
council decisions and services and became partners in their production. The ways in which 
interviewees perceived success related closely to these differing conceptions of public 
engagement. Where they regarded engagement as a means of nurturing public understanding 
of the Council, its policies and its constraints, they tended to evaluate success in 
informational terms. Engaged citizens, in this sense, were conspicuous when they understood 
what the Council did and why they had to do it. Where public engagement was conceived as 
being consultative and dialogical, the criteria of success were more closely related to forms of 
communicative relationships in which an interactive exchange of perspectives was more 
conspicuous.    
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Method and project 
This article is part of a wider research project which used Leeds City Council (LCC) as a case 
study to investigate public engagement in local democracies in the UK. The main research 
method used a semi-structured interview schedule to focus interviewees on the public 
engagement efforts of Leeds City Council. Twenty-three face to face interviews were 
conducted, recorded, and transcribed in the summer of 20123. Actors from the Council were 
selected to represent a range of functions within the Council, each differing in their 
relationship to the public engagement process. The twelve Council interviewees included 
elected politicians (Councillors) (3), Council Engagement strategists (2), members of the 
Council communications team (3), Heads of Directorates (2), Frontline Council workers (2), 
and, as the lowest tier of local government, Parish Councils (2)4.  In addition, and to gain the 
perspective of another group of actors who are important in engaging the public, we 
interviewed two locally based youth NGOs (2). Outside of the Council the sample focussed 
on media actors from the mainstream local news media and new digitally based forms of 
citizen-led media. This included four mainstream news journalists (2 BBC, 2 Yorkshire 
Evening Post), two citizen journalists, and one civic orientated blogger.  
 
It is important to H[SODLQKRZWKHWHUPµGLJLWDOPHGLD¶ was defined to interviewees. For the 
purposes of our research, we are primarily interested in the informational and interactive 
capacity of those digitally based media that are widely accessible to the general public. In 
practice, this means internet sites, email and online social networks, with each having the 
dual capacity to be consumed or produced by citizens ± and often both at the same time.  
Most of our interview questions were designed to explore perceptions of the use of digital 
media in current engagement activities from a constructivist approach. Thus, rather than 
asking interviewees explicit questions about digital media, we attempted to detect how they 
understood the role of digital media from their articulated perceptions and evaluations of 
broader questions about engagement. This included asking interviewees to give examples of 
                                                          
3
 Funding for these interviews was gratefully received from the EPSRC Digital Economy Communities and 
Culture Network. 
4
 See Appendix for details of interviewees. 
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successful and failed public engagement exercises, asking about ways in which the Council¶V
ways of engaging with the public have changed in recent years, and inviting interviewees to 
consider what engagement might look like in the future. We also designed a set of questions 
that were specifically designed to elicit thoughts about the significance of digital media as a 
technology of democratic engagement. However, the research was not designed to attempt to 
quantify or measure the VXFFHVVRI WKH&RXQFLO¶VXVHRIGLJLWDOPHGLDDJDLQVWVRPHNLQGRI
benchmark of democratic enrichment. Rather we sought to H[SORUHDFWRUV¶UHIOHFWLRQVon the 
changing dynamics of relationship between governing bodies, the media and citizens through 
an organisational analysis. The following discussion is based on a detailed reading of the 
transcripts from which a set of common themes were identified.  
 
The role of digital media in public engagement 
 
Despite their potential uses, digital media were not perceived to have been one of the most 
significant influences on the Council¶V HQJDJHPHQW VWUDWHJ\ LQ UHFHQW \HDUV  $FFRUGLQJ WR
those closest to the Council¶VHQJDJHPHQWDFWLYLWLHVit is a recognition that engaging with the 
public is vital to contemporary governance that has stimulated the most important change in 
the Council¶VDSSURDFKWRSXEOLFFRPPXQLFDWLRQ An increased pressure to engage has been 
prompted by statutory requirements for councils to consult with those affected by decisions. 
According to a senior engagement strategist, this has been a significant motivating factor in 
the Council¶V OHYHO RI HQJDJHPHQW ³, WKLQN WKHUH¶VJUHDWHUDZDUHQHVV RI WKHQHHG WRGR LW
[engage]. Risk of challenge, I think, has been the real driver.  The performance indicators we 
talked about earlier have been created really because of risk of challenge.  ,W¶VDQDXGLWWUDLO
LQGLFDWRU´  (Engagement strategist, Senior). A senior member of the communications team 
described how the Council¶VHQJDJHPHQWDFWLYLWLHVKDG LQFUHDVHGVLJQLILFDQWO\RYHU WKH ODVW
decade, prior to which they did not undertake much work of this kind. Rather than talking 
about changes to the communications environment, he perceived structural changes to the 
organisation of the Council, such as the creation of local area committees to have had a 
positive effect in making it easier for citizens to engage: ³,WKLQNWKHUHZDVDWLPHZKHn we 
GLGQ¶W UHDOO\ VHHN RXW WKH YLHZV RI WKH ORFDO SHRSOH; we made it quite difficult for them to 
HQJDJHZLWKXV´ (Communications team, Senior). Actors outside the Council, including both 
NGOs and journalists, had also noticed an increase in the Council¶V HQJDJHPHQW DFWLYLWLHV
especially ³D ZLOOLQJQHVV WR KDYH FRPPXQLW\ PHHWLQJV´ /RFDO \RXWK 1*2 DQG DQ 
³LPSURYHPHQW LQ WKHLU SDUWLFipation and evaluation tools to include service users such as 
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families on panels for tendering processes´ 1DWLRQDO\RXWK1*2  ,QWHUHVWLQJO\much of 
WKH&RXQFLO¶VOHJDOO\-required engagement with citizens is still being conducted offline. ³7KH
methods of delivery might change a bit and I think people will start to become a bit more 
creative but because it is statutory that might slightly hold people back in that they have to 
SURYH WKDW WKH\¶YH GRQH WKLQJV WR WKH UHTXLUHG VWDQGDUGV´ (Communications team, Press). 
7KHµUHTXLUHGVWDQGDUGV¶PRVWRIWHQLQYROYHIDFH-to-face meetings with interested parties and 
a duty to provide information through the mainstream local media, especially newspapers.   
 
When asked to give examples of successful and failed engagement exercises, interviewees 
from all backgrounds suggested that the process of engagement is far more important to 
success than the tools used to reach people (Coleman and Firmstone, 2014). The Council¶V
DSSURDFK WR SXEOLF HQJDJHPHQW LV PXFK PRUH GHWHUPLQHG E\ ZKDW µHQJDJHPHQW¶ PHDQV LQ
specific contexts than which tools and technologies are available.  The majority of examples 
of successful engagement exercises referred to instances where effective consultation or, in 
fewer instances, empowerment, was the key aim rather than one-way informational 
engagement. Successful examples included creating dialogical relationships with young 
people from the inception of planning for a new museum and consulting with groups who 
would be directly affected by cuts to adult services. These kinds of exercises predominantly 
used offline engagement tools, such as written consultations, face to face meetings, 
workshops, or dialogue facilitated by the third sector. Similarly, instances of failure to engage 
were most often attributed to faults in the process rather than weaknesses in the tools chosen 
for engagement. Indeed, the most common criticism of failed engagement exercises was not 
that citizens could not be reached, but that they did not trust the Council to take any notice of 
them. As one local journalist put it, ³7KH\¶G>WKHCouncil]  be advertising a consultation on 
that project, a public consultation, but the perception to the public is, well the decision is 
already made and actually you are just paying lip-service to the word consultation and that is 
often reflected in the low turn-RXWDQG WKH ORZSDUWLFLSDWLRQ UDWH´ (Senior reporter, YEP).  
This was echoed by the head of one of the Council¶VSROLF\'LUHFWRUDWHV ³2QHRIWKHthings 
that happens quite often - and this is what young people will complain about, DQG LW¶VZHOO
documented, - is that consultation comes to young people about services or provision or 
LGHDVDQGQRIHHGEDFNHYHUKDSSHQV6RZKDWZHWHQGWRKHDUIURP\RXQJSHRSOHLV,¶YHEHHQ
consulted all the time but nobody ever tells me what happens as a result of those 
FRQVXOWDWLRQV´ (Head of Directorate). 
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None of the actors we interviewed gave digital forms of engagement as examples of best or 
worst practice, nor did they mention the use of the mass media in their examples. As we will 
see, the Council¶V FXUUHQW XVHV RI GLJLWDO PHGLD DUH UHVWULFWHG WR LQIRUPDWLRQDO modes of 
engagement. Dialogical, interactive uses of the internet are largely confined to visions of 
future democratic engagement.  
 
Digital media for µinformational¶ engagement 
 
Questioning interviewees on the advantages and disadvantages of digital media, and the 
contribution social media have made to public engagement, further demonstrates that digital 
media are predominantly used to facilitate informational forms of engagement. Whilst there 
is a clear recognition among the Council¶VFRPPXQLFDWLRQV WHDP that digital media present 
plentiful opportunities for dialogical interaction with citizens, they also acknowledged that 
they do not currently have the skills or resources to fully utilise such interactive features.  
There was an overall perception, both within and outside the Council, that it has only just 
begun making a concerted effort to incorporate digital media into its engagement activities. 
Most examples of engagement through digital media that were cited related to providing 
public information through one-way communications, such as Tweets, or the posting of press 
releases on the Council website. This emphasis upon the informational function of digital 
communication led some interviewees to suggest that any actions likely to increase the 
SXEOLF¶V NQRZOHGJH DERXW WKH Council would be important first steps to more interactive, 
consultative forms of engagement. For example, one elected Councillor regarded the 
dissemination of information to the public as a prerequisite for local democracy: ³:HOO, an 
engaged democracy would be, [if]  the majority of people actually understood what the system 
ZDV DQG , WKLQN WKDW¶V SDUW RI WKH LVVXH, LW¶V SHRSOH GRQ¶W XQGHUVWDQG WKH V\Vtem. And then 
DFWXDOO\LWZRXOGEHUHODWLYHO\HDV\IRU WKHPWRHQJDJHZLWKWKHV\VWHP´ (Councillor C). A 
senior member of the Communications team noted that the Council did not yet have the skills 
to engage interactively with citizens via social media, but that even if these media were only 
used to send out information to the local public it would be a valuable starting point: ³+DVit 
[social media] yet resulted in improved engagement?  On the edges it must have done, 
because we have 7,000 or 8,000 followers on Twitter for our Council and for our press team 
account, so there are, in theory, that many people out there looking at all the press releases 
DQG WKH QHZV DQG LI WKH\¶UH LQ DQ\ ZD\ ORRNLQJ DW LW WKH\¶UH JHWWLQJ D IHHO IRU ZKDW¶V
happening in the Council´ (Communications team, Senior).  
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 Far from being a space for interactive communication between a representative institution 
and represented citizens, the Council¶Vwebsite was predominantly perceived as an extension 
of service-related communication, with its main function being to allow the public to access 
information about council based services or to carry out service based transactions such as 
making payments online.  
 
A fragmented use of digital media 
 
The Council¶Vuse of different digital tools of engagement was highly fragmented. Its website 
and its strategy for using social media are organised separately from one another, with the 
website principally designed to facilitate service-related informational engagement; the 
Council-branded Facebook page run by the website team; the Council¶VPDLQ7ZLWWHUDFFRXQW 
run by the website team and a secondary Council Twitter account run by the Press Office 
(LCC_News). While the first three are seen as sources of official information provision, the 
LCC News Twitter account is regarded as a tool for reputational management and is used to 
communicate with journalists and for some very limited direct engagement with the public. In 
addition, there are numerous Council Twitter accounts and Facebook pages managed by 
individual directorates or individual employees. There appears to be no overall digital 
engagement strategy and citizens approaching the Council could be forgiven for not knowing 
the difference between these diverse and incoherent spaces.   
 
As well as being housed in another part of the city from the main Council buildings, the LCC 
website is organised, managed and resourced by a website team that is separate from 
mainstream communication functions, which are principally coordinated through the Press 
Office. The public engagement strategy is run by yet another dedicated team. The main 
function of the website is to support the Council¶V GHOLYHU\ RI VHUYLFHV DQG LWs manager 
described it as the equivalent of an online call centre. The site is designed to help save the 
Council money by facilitating common interactions between citizens and the Council, such as 
filling in forms, paying µ&ouncil Tax¶ and finding out swimming pool opening times. The 
main driver for this technology is cost-cutting: ³IW¶VFKHDSHU IRUXV WRPDQDJHVWXIIRQOLQH
obviously, because people can self-serve, so we look at the types of stuff that the Contact 
Centre upstairs are getting phone calls about as well.  So, for example, a lot of calls about 
ELQVFRQVWDQWO\VRZHQHHG WRPDNHVXUH WKDWRXU LQIRUPDWLRQLV WKHVDPHDVZKDW WKH\¶UH
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sD\LQJXSVWDLUVWKDWNLQGRIWKLQJ´ (Communications team, Website).  The website manager 
talked about the important role the site plays in public engagement because it is ³WKHVKRS
window of the Council RQOLQH´ and said that the site had recently been re-designed with the 
clear intention of providing the kind of information that can enable FLWL]HQV WR µKHOS
WKHPVHOYHV¶ 
 
Social media use is divided between the website team, the Press Office, and some individual 
directorates and services. For example, libraries and museums run their own Twitter and 
Facebook accounts and some directorates also have their own blogs. In the absence of an 
overall social media strategy, the website team and Press Office give help and advice to 
individuals or departments wanting to use social media, but beyond this they have little input 
or control. Whereas the Council has a very clear policy to ensure that all contact with the 
mainstream media is coordinated through the Press Office, much of the social media content 
related to Council issues is published independently of the communications team: ³,VXSSRVH
SHRSOHDUHVWDUWLQJWRGLVFRYHUWKHEHQHILWVRIRQOLQHDELWPRUH,W¶VYHU\PXFKDSLHFHPHDO
process through the Council6RPHSHRSOHHQJDJHZLWKLWVRPHGRQ¶W so it does depend on 
the individual department and section how much they bother with that. Some are very 
WUDGLWLRQDOVRPHDUHUHDOVRFLDOPHGLDDGYRFDWHVDQGRQOLQHIDQV´(Communications team, 
Press).  
 
Using social media effectively on behalf of the Council was perceived as requiring a specific 
set of skills - and these skills are not expected of everyone. Rather than requiring people to 
use Twitter, the communications team runs social media surgeries to encourage Council staff 
to engage and has guidelines on how to speak on behalf of the Council. Here we can see how 
inequalities in digital skills are not only relevant to how the public engages with political 
institutions, but how government officials and elected representatives engage with the public: 
³The disadvantage is that not everyone uses it, not everyone is au fait with it, and that has the 
VDPH LPSDFW LQ WKHZRUNSODFHDVZHOO  >«@ <RX¶YHUHDOO\JRW WRNQRZZKDW\RX¶UHGRLQJ
with it to understand its capability and how you might use it in an effort to engage local 
SHRSOH\RX¶YHJRWWREHUHDOO\VNLOIXOZLWKLW´ (Communications team, Senior).  
Although the Council¶VDSSURDFKWRVRFLDOPHGLDLVXQGHUGHYHORSPHQWDQGDPRUHcoherent 
strategy is likely to emerge at some pointWKHµSLHFHPHDO¶DSSURDFKSRVHVDFKDOOHQJHWRWKH
existing role of the communications team and to those responsible for coordinating public 
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engagement. The lack of a requirement to coordinate social media use through the Press 
Office makes it more difficult for the communications team to control messages appearing in 
the communication ecology in the name of the Council. For example: ³)RUPHLQP\MREWKH
biggest disadvantage is that traditionally it was only us who spoke on behalf of the Council 
DQGQRZVXGGHQO\WKHUHDUHSRWHQWLDOO\WKRXVDQGVRISHRSOHZKRDUHDQGLW¶VKRZ\RXNHHS
tabs on that without GDPSHQLQJSHRSOH¶VHQWKXVLDVPDQGVWRSSLQJWKHPHQJDJLQJ ,,, because 
DORWRIWKHPDUHHQJDJLQJZLWKSHRSOHYHU\ZHOO´(Communications team, Press).  The need 
to develop a more coherent social media strategy in order to harness the dialogical potential 
of the internet for engaging was evident to actors outside the Council ³7KH\¶UH VWDUWLQJ WR
pay more attention to social media «there are many Council employees and people who are 
paid to do so who actually pay attention to things like Twitter and FDFHERRN DQG WKH\¶UH
willing to engage in dialogue with people on those platforms instead of just being a way of 
VKRXWLQJRXWSUHVVUHOHDVHV7KDWGRHVVHHPWREHZRUNLQJ7KH\FRXOGGREHWWHU´ (Citizen 
Journalist B).   
Several Council actors explained how, in addition to its main aim of targeting press releases 
at the mainstream media, the press office is now using the Council website and Twitter to 
communicate its press releases directly to the public. The Head of the Press office described 
how this is perceived as an increasingly important communications channel for the Council 
and noted that they had even started producing their own audio-visual material and posting it 
on YouTube. By circumnavigating the mass media, the Council is able to potentially reach 
citizens who are not consumers of mainstream news. For example, ³:LWKVRFLDOPHGLDQRZ 
LW¶V RSHQHG LW XS GLUHFW WR WKH SXEOLF«DQ\ PDMRU DQQRXQFHPHQWV RU FKDQJHV LQ ZKDW WKH
Council does do come through us and increasingly the public are finding out about that 
GLUHFWO\ YLD XV UDWKHU WKDQ XV MXVW XVLQJ WKH PHGLD DV D FRQGXLW´ (Communications team, 
Press). This direct contact with the public is changing the role of the Press Office to one 
where they need to be prepared not only to deal with a greater quantity of responsive 
enquiries, but to be prepared for challenges and debates stimulated by the messages they are 
sending out. The CRXQFLO¶V perception of the need to tailor their Tweets and messages 
suggests that, in the same way that demands from journalists for communication which is 
DGDSWHG WR DSSHDO WR D µPHGLD ORJLF¶ KDYH HIIHFWHG D µPHGLDWLVDWLRQ¶ RI SROLWLFDO
communications (Mazolleni and Schulz, 1999; Hepp, 2013), digital media are creating an 
additional challenge to tailor messages to appeal directly to the sensitivities and logic of the 
public. Perhaps we could think of this as a sort of civic demediatization where the media 
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plays a less dominant role in exerting pressure on the communication strategies of governing 
bodies, and the role of citizens is heightened (Hepp, 2009). The concept of civic 
demediatization calls into question the strength attributed by meditization theory to the 
³PHGLDDVDJHQWVRIFKDQJHDQGKROGHUVRISRZHU´%LOOLJDQGVXJJHVWVWKDWRXU
view of how governing bodies communicate with the public needs to be re-thought. This 
requires a stronger conceptualisation of the types of mediated and un-mediated 
communication that bypass mainstream channels of news via digital media. For example, the 
role of Twitter and Facebook in direct communication with the public requires clarification to 
address questions such as ±how does the way the public and organisations interact with such 
information represent a mediation of the information? In addition, one could argue that 
citizen journalists (in the four forms mentioned earlier) simply represent an emerging form of 
PHGLWL]DWLRQDVQHZW\SHVRIPHGLDWRUVLPEXHGZLWKDGLIIHUHQWµPHGLDORJLF¶+owever, we 
have yet to resolve the question of whether and how citizen journalists should be considered 
as mediators and if so, what logic they demand of communicators. Such an understanding of 
citizen journalism requires a more in depth understanding of the factors that drive and shape 
FLWL]HQ MRXUQDOLVWV¶ FRPPXQLFDWLRQ RI ORFDO SROLWLFDO LVVXHV than is currently available. The 
following quote also highlights the need for a greater understanding of the way the public 
negotiates and consumes unmediated information and opinion about civic issues such as press 
releases.Speaking of these new opportunities for direct communication, one interviewee from 
the Press Office stated that ³It does create a lot of extra demand for us, but it kind of makes 
us have a much greater eye for how things are directly received by the public rather than 
WKURXJKWKHILOWHURIWKHPHGLD<RXKDYHWREHUHDOO\FOHDUDERXWVWXIIEHFDXVHLW¶VHDVLHUIRU
SHRSOHWRPLVLQWHUSUHWLW´(Communications team, Press).  
 
The uncoordinated treatment of social media, exacerbated by the organisation of the 
Council¶V communication operation into a Press Office, a website team and a public 
engagement team, is indicative of a division in the Council¶s approach to public engagement 
via digital, interactive technologies. While efforts to engage citizens via  mainstream new 
media are perceived as mainly informational, attempts to communicate with the public  
through social media and the website are not only perceived and organised as something 
distinct from LWVµPHGLDVWUDWHJ\¶EXWDVVRPHKRZORFNHGLQWRDQRWLRQRISXEOLFHQJDJHPHQW
as a one-way flow.    
 
The democratic potential of digital media 
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5HJDUGOHVVRIWKH&RXQFLO¶VFXUUHQWXse of digital media, many interviewees perceived there 
to be several question marks over the ways in which digital media might enrich democratic 
engagement, due to an overwhelming concern about inequalities of access.  On balance, more 
weight was given to consideration of the disadvantages and challenges posed by digital media 
than its benefits. In general, digital media were not perceived to have the potential to 
overcome the common difficulties associated with engagement, such as motivating citizens, 
enabling efficacy and creating the communicative richness of face-to-face engagement.  Most 
interviewees felt that the Council was not yet in a position to realise the potential benefits that 
digital media can bring to public engagement. Perceptions of the potential ways in which 
digital media might enhance democratic engagement included generic technological 
FKDUDFWHULVWLFV VXFK DV µLPPHGLDF\¶ DQG µVSHHG¶ DQG WKUHH PRUH VXEVWDQWLYH EHQHILWV 
increasing the efficiency of engagement; 2) enabling two-way communication; and 3) 
enhancing the role of citizens as sources of public opinion and expertise.  
 
The majority of interviewees recognised that digital media could serve as technologies of 
public engagement. For example, online communication is immediate: ³7KHDGYDQWDJHLV\RX
can hit a lot of people very quickly relatively cheaply; you can also present quite a modern-
looNLQJNLQGRIIDFH´2QOLQHMRXUQDOLVW%%& and provides greater efficiency, ³just in terms 
RI FXWWLQJ SDSHU RXW ZKHUH LW¶V QRW JRLQJ WR FDXVH EDUULHUV WR SHRSOH WDNLQJ SDUW « We 
ZRXOGQ¶WKDYHRXU&LWL]HQV¶3DQHOLIZHGLGQ¶WKDYHWKDWSODWIRUPZHMXVWFRXOGQ¶WDIIRUGLW´ 
(Engagement strategist, Senior). Only a handful of interviewees mentioned the potential for 
two-way communication ±and those who did acknowledged that it yet to be realised: ³,W
should make it easier to have some sort of communication, in theory, and it should be easier 
to have a two-way communication, or indeed more than two-ZD\´ (Head of Directorate).  
 
The most important perceived implication for the relationship between citizens and political 
institutions seemed to be as a source of tapping into public opinion and local expertise. The 
Council¶V FRPPXQLFDWLRQV DQG HQJDJHPHQW VSHFLDOLVWV ZHUH DZDUH RI WKH SRVVLELOLWLHV IRU
mining data generated on social media, online forums and web-based feedback forms for 
LQIRUPDWLRQRQKRZ WKHSXEOLF LV µWDONLQJ¶DERXWCouncil issues. The Council has very few  
skilled staff or resources available to pursue such opportunities and are only able to undertake 
very basic analyses of these big data. Between them, the press and website teams µNHHSDQ
H\H¶RQ7ZLWWHUDQGUHOD\LQIRUPDWLRQWRUHOHYDQWGHSDUWPHQWVDVDQGZKHQGLVFXVVLRQVWDNH
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place that concern them. In keeping with their specific roles, the Press Office monitors social 
media in pursuit of information relevant to reputation management (what people think about 
the Council) and the website team looks for issues that will contribute to efficiencies in 
service delivery. For example, the website team monitors feedback boxes on the website and 
Twitter conversations on issues such as refuse collection. During a strike by local refuse 
workers, the Council turned to Twitter and Facebook as a key source of information about 
how citizens were being affected and attempted WR LPSURYHWKHVHUYLFHE\UHODWLQJFLWL]HQV¶
concerns directly to the refuse department. Exploiting the internet in this way is something 
they would like to become more skilled at in the future. For example, in response to the 
question, µ:hat do you do with this sort of information?¶ZHZHUHWROG ³1RWDORWDFWXDOO\
and I think we could do a lot more with it « We do as much as we can with it, gently with the 
VHUYLFHDUHDVEXWZHSUREDEO\GRQHHGWRJHWWRWKHSRLQWZKHUHZH¶UHXVLQJLWPXFKPRUH
HIILFLHQWO\ DQG WKDW¶V VRPHWKLQJ WKDW ZH¶UH EDVLFDOO\ LQ WKH SURFHVV RI VHWWLQJ XS´ 
(Communications team, Website).  
7KH&RXQFLO¶VHQWKXVLDVPIRU digital media as a form of consumer surveillance has important 
implications for the way that it conceives citizenship. As several previous studies have 
shown, governments have tended to conceive the interactive affordances of digital 
communication in terms of customer relations management (West, 2004; Richter and 
Cornford, 2008; Coleman and Blumler, 2009; Lee and Kwak, 2012; Norris and Reddick, 
2013). To say that consumers of local government services who contribute to discussions 
about the Council in online public forums are unwittingly fulfilling a civic function may be 
true, at least in terms of a rather parsimonious conception of active citizenship, but we would 
argue that to blur the distinction between consumption and citizenship is to impoverish the 
democratic quality of the latter.  A key question arising from the predominant Council 
approach towards interactive relationships with citizens is how the use of such technologies 
might be expected to rebalance current political roles, i.e. to enable citizens to offer more 
inputs to decisions and opportunities for policy co-production and to help governments do a 
better at listening and learning. Clearly, at the heart of such a reconfigured relationship would 
be the creation of more fluid and efficient channels of citizen-government dialogue. While 
more dialogical uses of the internet were mentioned by a few interviewees, they were mainly 
regarded as unachievable in the near future due to resource constraints. For example, ³7KDW
[the new website] will result in more people being able to do more for themselves and it will 
be more interactive for them.  It brings together, in one place, a lot of really useful features 
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DURXQGµZKHUH,OLYH¶WKDWVRUWRIWKLQJZKLFK,WKLQNDORWRISHRSOHZLOOILQGXVHIXO 6R,
KRSHWKDW WKDW¶VDILUVWVWHS $QGWKHQ, WKLQNLW¶VDERXWKRZLQQRYDWLYHZHFDQEHRUKRZ
good we can be, at copying best practice elsewhere in the world on using it to stimulate even 
more interest and involvement of people, rather than ... I mean it still has to function as a 
place that people go to just pay their council tax or get something done, but it could easily be 
a place where people get encouraged to participate in something, get enthusiastic about 
VRPHWKLQJ DQG JHW HQJDJHG´ (Communications team, Senior). Ideas about live online 
forums, blogs and crowd sourcing were mainly mentioned in terms how these technologies 
could empower citizens to µGR WKLQJV IRU WKHPVHOYHV¶. However, we question whether the 
motivation for such interaction is to improve democratic accountability or to save money on 
supporting service provision.  
 
While digital media were regarded as having some advantages for public engagement ± 
mainly in the future tense ± several interviewees expressed the view that digital technologies 
in themselves would be unlikely to motivate citizens to become engaged in local issues or to 
overcome long-standing barriers to political efficacy. Many interviewees pointed to the need 
for citizens to have a clear motivation to engage with the Council, whichever medium may be 
used, and many were sceptical about the capacity of digital media to overcome the efficacy 
problem ± namely, that most people do not believe that what they say or do will have much 
influence upon government policy or their surrounding social environment (Shuefele and 
Nisbet, 2002; Coleman et al, 2011; Zhou and Pinleton, 2012).  Several interviewees 
suggested that dialogical engagement with citizens through digital media does not always 
result in useful contributions to policy debates ± for example ³'XULQJRQHRIWKH/HHGV9LVLRQ
consultations he [a blogger with a site about Leeds United Football Club]  just put up a 
WKURZDZD\OLQHOLNH³:KDWGR\RXWKLQN/HHGVFLW\FHQWUHQHHGVWRPDNHLWEHWWHU"´6RPHRQH
VDLG³$.)&6. ,W¶VDGLVJUDFHZHGRQ¶WKDYHD.)&´ (Blogger). Feelings of efficacy are key 
to citizens¶ evaluations of engagement as successful and to their motivation to engage 
(Morell, 2005; Kenski and Stroud, 2006; Jung et al, 2011)  Digital media were perceived by 
some as offering hope of more meaningful feedback from the Council, perhaps taking into 
account the specific experiential testimonies of policy-affected citizens. But some Council 
actors regarded these enhanced expectations as a serious challenge: ³7KHVpeed of interaction 
                                                          
6
 Kentucky Fried Chicken fast food restaurant. 
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is both a positive and a disadvantage. In terms of dealing with and getting responses back, 
brilliant..  In terms of dealing with the expectations that speed causes, because our processes 
are still pretty old-fashioned in parts «,.  I think the speed of which issues emerge and 
snowball and gather «and FDWFK XV RXW´ (Engagement strategist, Senior) The head of a 
policy Directorate observed that  ³7KHUH LV D SUDFWLFDO GLIILFXOW\ ZKLFK LV WKDW LW WHQGV WR
HQFRXUDJHWKHLGHDWKDWWKHUH¶VDQ LQVWDQWUHVSRQVHDQGWKHUH¶VVRPHERG\RQWKHHQGRIWKH
FRPSXWHUZKRFDQUHSO\LQVWDQWO\DQGWKHUHDOLW\LVWKDW¶VQRWWUXHSDUWLFXODUO\ZKHQ\RXJHW
EH\RQGWKHEDVLFV´ (Head of Directorate).  
Some interviewees gave examples of engaging with the Council though digital media and 
then either not receiving a response or not being offered feedback on how their contribution 
had contributed to decision making. Not having structures in place to utilise the dialogical 
features of digital media can actually harm the reputation of local government as a 
democratically accountable institution. For example,  ³<RX¶YHJRWD-year strategic plan 
>DVDUHVXOWRIWKH9LVLRQIRU/HHGVRQOLQHFRQVXOWDWLRQ@WKDWGRHVQ¶WUHDOO\VD\YHU\PXFKDQG
PDQ\RIXVFDQ¶WVHHWKHUHOationship between that and what we saw going on in the online 
forums they [the Council] put up. A lot of us feel things that were being debated on the 
ZHEVLWHGLGQ¶WPDNHLWLQWRWKHYLVLRQ, VRZK\ERWKHU"´ (Blogger, and ³,WFDQEHDRQH-way 
street. You caQMXVW«\RXFDQHPDLO WKHCouncil all you want in some departments and you 
ZRQ¶W JHW D VLQJOH ZRUG LQ UHWXUQ >«@ EXW LW VHHPV ZKHUH LW¶V D SXEOLF VHUYLFH WKDW RIWHQ
comes under a lot of flak [such as refuse collection] WKH\¶UHOHVVZLOOLQJWRHQJDJHLQGLDOogue 
DQG\RXMXVWZRQGHUZKHUHWKDWGDWDJRHV´ (Citizen journalist A). 
Several of our interviewees thought that digital media should be used in addition to other 
engagement tools rather than as a replacement for face-to-face interaction with citizens. 
³7Hchnology has a massive part to play, particularly in helping to plan, design, have 
dialogue in advance of face-to-face meetings and also following them up. I still think 
IXQGDPHQWDOO\ WKDW LIZH¶UH WU\LQJ WRKDYHUHDOGLDORJXHDQGH[SORUHHDFKRWKHU¶VSRVLtions 
and really understand each other, particularly if we have a local neighbourhood-based 
council, then it is about getting people into the same physical space. We have to look at the 
ZKLWHV RI WKHLU H\HV WDON DQG FKHFN WKH\¶UH JRW D SXOVH DV LW¶V D YHU\ KXPDQ LQWHUDFWLRQ´ 
(Blogger). Face-to-face interaction is perceived as particularly important for some 
disadvantaged or vulnerable sections of society who are unlikely to have the skills or 
confidence to engage digitally: ³7KLVLVZKHUHZHEVLWHVDQGDFFess break down for me; you 
always have to have human contact, because most people who are in need have real baggage 
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RIVRFLDOSUREOHPVDQGPHQWDOSUREOHPV,KDYHWRVD\´ (Councillor, Labour). The Council 
recognises this and, even in the future, plans to use technology to enhance current offline 
practices rather than replace them entirely: ³:HOO,WKLQNWHFKQRORJ\LVJRLQJWRSOD\DSDUW
,WKLQNZHKDYHQ¶W\HWUHDOO\JRWLQWRKRZVRFLDOPHGLDHWFPLJKWEHH[SORLWHGWRKHOSXVGR
WKLV , GRQ¶W WKLQN ZH¶OO HYHU JHW WR D SRVLWLRQ ZKHUH \RX ORVH WKH LPSRUWDQFH RI SK\VLFDO
interaction in that meeting and getting to know communities and organisations is lost, but I 
GR WKLQN WKDW ZH¶UH JRLQJ WR KDYH WR WKLQN DERXW KRZZH XVH WHFKQRORJ\ SHUKDSV WR UHDFK
groupVWKDWZHKDYHQ¶WUHDFKHGYHU\HIIHFWLYHO\LQWKHSDVW´(Communications team, Senior). 
 
Several characteristics of digital media, such as allowing too much attention to be given those 
ZKRKDYH WKHVNLOOV WR µVKRXW ORXGHVW¶RQOLQHDVZHOODV LQHTXDOLWLHV in access to the digital 
media, were perceived to pose a significant challenge to democratic public engagement. 
Interviewees suggested that existing inequalities in the voice of citizens do not miraculously 
disappear online:   ³7KHUH¶VDIHZZHOONQRZQEORggers and tweeters who I think personally 
KDYHDGLVSURSRUWLRQDWHDPRXQWRIDWWHQWLRQ , WKLQNLW¶VEHFDXVHZHKDYHQ¶WTXLWHJUDVSHG
KRZWRGHDOZLWKWKHP´ (Engagement strategist, Senior). The Council communications team 
has come to regard certain key online mediators as political actors who cannot be ignored: 
³6RLIZHORRNDWSHRSOHLIVRPHRQH¶V7ZHHWLQJXVDERXWDFHUWDLQSUREOHPRUTXHVWLRQWKHQ
ZHORRNDWWKDWSHUVRQ¶VDFFRXQWDQGZHVRUWRIVHHKRZLQIOXHQWLDOWKH\DUHZHFDQXVHWKDW
using Clout RU ZKDWHYHU DQG VHH KRZ PDQ\ IROORZHUV WKH\¶YH JRW VHH KRZ PXFK UHDFK
WKH\¶YHJRWDQGWKHQZHNLQGRIPDNHDFDOOWKHQDVWRKRZWRUHVSRQGRUQRWWRUHVSRQGRU
MXVWZDWFKMXVWZDWFKLWXQIROG´(Communications team, Website). 
Although interviewees mentioned the digital divide and inequalities of access, many also 
pointed out that even with access to digital media, certain sections of the population do not 
have the necessary communicative skills to contribute to this form of governance.  Digital 
technology is therefore seen as a way of improving engagement with those citizens who are 
already more likely to engage with the Council: ³,WKLQNWKH\¶UHSUREDEO\HQJDJLQJZLWKWKH
same people or the same group of people, but doing it better. I know I could have gone and 
found Council papers to find out what was happening at a meeting but would never have 
bothered to ring up and ask something to be sent to me or anything, but I can go and look 
online and find it. So the people who are already engaged would engDJH$QGLW¶VSUREDEO\
H[SDQGHG WKDW JURXS DELW EXW LW¶V EURDGO\ WKH VDPH SHRSOH´ (Citizen Journalist A).  The 
blogger observed: ³,W¶VQRWMXVWWKDWWKH\GRQ¶WKDYHDFFHVVWRWKHLQWHUQHWLW¶VDZKROHUDQJH
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of cultural factors that mean people like us GRQ¶W WDONZLWKSHRSOHOLNHWKHCouncil because 
RXURSLQLRQVZRQ¶WEH OLVWHQHG WRDQG WKH WKLQJVZH¶UH LQWHUHVWHG LQGRQ¶W ILWZLWK WKHULJKW
DJHQGDV´ (Blogger). 
That the interactive features of digital media might enable predominantly middle-class 
citizens who are already engaged - µWKH XVXDO VXVSHFWV¶ - to be further empowered at the 
expense of those citizens who are already difficult to reach such as the old, the young and the 
vulnerable was of much concern to actors outside the Council.   The following quote sums up 
these perceptions:  ³«DV,NHHSVD\LQJLW¶VYHU\HDV\WRLQFOXGHWKHXVXDOVXVSHFWVWKRVHWKDW
are motivated, those that have got the skills, the education.  In our experience, you may have 
seen some clients that are sometimes the most vulnerable with no engagement whatsoever in 
the local authority services and usually have things done to them rather than done with them.  
6R,WKLQNLW¶VDPDVVLYHFKDOOHQJHWREHLQFOXVLYHDFURVVWKHERDUG´ (Local youth NGO). 
Conclusion 
Leeds City Council, like most local authorities in the UK, is treading warily into the digital 
age. Those trying to enhance the quality of the Council¶VUHODWLRQVKLSZLWKFLWL]HQVDFFHSWWKDW
digital technology ³PDNHV FRPPXQLFDWLRQ HDVLHU´ but go on to acknowledge that 
³coPPXQLFDWLRQGRHVQ¶WQHFHVVDULO\UHVXOWLQHQJDJHPHQW´This is an important distinction. 
Traditional approaches to civic communication have tended to focus upon a one-way 
message flow which we have called informational engagement. There is a sense within the 
Council that a more interactive and dialogical relationship with the public. ³could be 
powerful, [but] . wH¶YH \HW WRXQGHUVWDQGDQGGHYHORSKRZZHFDQ PDNH LW SRZHUIXODQG LW
GRHVQ¶WEHFRPHVRPHWKLQJWKDWDFWXDOO\LVRODWHVORDGVRISHRSOHEHFDXVHWKH\¶Ue not using it 
DQGWKDWVRUWRIWKLQJ´ (Communications team, Senior). 
Our interviews with a range of Council and non-Council actors revealed a willingness and 
desire to nurture such interactive relationships, but a lack of expertise and an absence of 
cohesive strategy. The development of such a strategy entails a focus upon more than 
technological potential. While much of the discourse around digital communication is highly 
techno-centric (and this was largely true of our interviewees), the most challenging questions 
to address relate to the role of citizens within contemporary local democracy; the distinctions 
between modes of agency associated with market consumption and civic equality; and the 
political adjustments involved in thinking of democracy as an ongoing dialogical relationship 
rather than a periodic disruption to routine rule. Even when these questions have been 
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addressed at the political level, skills are developed at the technical level and coordination is 
improved at the administrative level, there are no grounds for expecting digital media to 
displace existing channels of public engagement. Digital media are most likely to be used as 
additional tools of engagement, at least at the informational level. The mainstream media, 
particularly the local press, will remain a crucial technology for the dissemination of vital 
civic information. The dialogical potential of digital technologies would seem to possess 
greatest potential in opening up spaces for citizens to respond to, reflect upon, challenge and 
act upon such information.   
Perhaps the most significant implications of digital media will be in helping to define and 
reconfigure the role of citizens within local governance. There is evidence that this is 
beginning to happen in three ways. Firstly, digital media enhance opportunities for governing 
institutions to tap into existing social networks as a source of public opinion, and in some 
cases, as a means of consulting the experience and expertise of local citizens and 
communities. Secondly, digital media have the potential to give some citizens, or groups of 
citizens organised collectively online, a µYRLFH¶ LQ WKH FRPPXQLFDWLRQV HFRORJ\ WKHUHE\
placing some citizens in the position of influencers and leaders of public opinion. A less 
positive implication is that this could exacerbate existing socio-political inequalities by 
giving a disproportionate voice to the more confident, articulate, well-resourced and digitally-
skilful. At the same time, certain groups ± youth, the housebound, the over-employed ± might 
find digital engagement a more efficient and meaningful way of making themselves noticed. 
Thirdly, although we have not had an opportunity to reflect on this here, it may be that digital 
engagement permits a greater plurality of styles and genres of political communication, 
allowing the terms of discourse between government and governed to be re-articulated. As 
Blumler and Coleman have SRLQWHGRXW³the mid-20th FHQWXU\PHGLD¶VDSSHDOWRDQLPDJLQHd 
homogenous citizenry, largely reflecting or aspiring towards its own elite values, has 
increasingly been perceived as constraining and condescending´(Blumler & Coleman, 2013, 
p. 178). Unless local governments come to understand not only the technology, but the 
culture of digital interactivity, they could risk making the same mistake and becoming further 
distrusted. Conversely, if they are able to devise strategies that can enable them to engage 
with citizens, as opposed to engaging them as a consuming audience, the opportunities for 
local democracy could be significant. Future research could help in this regard by exploring 
citizens use of digital media to engage with local issues and considering the  communication 
logic that such use requires councils appeal to. Finally, the insights presented in this article 
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would be complimented by an investigation LQWR FLWL]HQV¶SHUFHSWLRQV of the role of digital 
media in facilitating enriched democratic engagement.  
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Appendix 
Table of interviewees: conducted July- September 2012. 
3 x Elected Representatives (Councillors: Conservative, Labour, Liberal Democrat) 
2 x Council Executives (Engagement strategy) 
2 x Directorates(Youth/Leisure) 
2 x Frontline Council workers (Youth/Leisure) 
3 x Communications Team (Head of Communications, Head of Press office, Head of 
Website) 
2 x Parish Councils (one with an online presence, one without) 
2 x Youth NGOs/Interest groups (one local, one with a nationwide remit) 
4 x Mainstream local mass media (TV - BBC, Online - BBC, Press ± YEP x2)  
3 x Citizen Journalists (Non-mainstream media: 2 x Hyperlocal sites, 1 x blogger) 
Note: all interviewees were given anonymity. 
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